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BUSINESS OFFICE 
Hours for the Palmerton and.Gilbert Offices are from 8:OO A.M. to 500 
EM. Monday through Friday and Saturday 9:00 A.M. to 1:OO EM. 
Closed on all generally observed holidays. The business office will be glad 
to answer any questions you may have about your service. 

EMERGENCY TELEPHONE CALLS 
WARNING 
Your attention is called to an amendment of "The Penal Code" of the 
Commonwealth of Pennsylvania effective January 1, ,1956, Section 688.1 
reads in part. .. 
"Section 688.1 Wilful obstruction of emergency telephone calls. 

(a.) Any person who willfully reftises to wediately relinquish a party 
liie when informed that liie b needed for an emergency call to a fire 
department or police department or for medical aid or ambulance service 
or any person who secures the use of a party line by falsely stating that 
the l i e  is needed for an emergency call is guilty of malicious obstruction 
of emergency telephone calls and upon conviction thereof in a summary 
proceeding, shall foithe first offense be sentenced to pay a fine not 
exceeding f@ dollars ($50.00) and for the second or any subsequent 
offense be sentenced to pay a tine not exceeding three hundred dollars 
($300.00) orto undergo. imprisonment not exceeding thirty days or 
both." , I  

REGULATIONS AND TARIFFS 
Tariffs showing the legal rates and regulations are on tile in the business 
office and via the internet (www.ptelco:com). They may be inspected 
upon application. 

DIRECTORY DETRJBUTION 
The Telephone C,ompany will furnish. to its custo,mers, without charge, 
one directory for each access l i e .  Additional directories will be fur- 
nished when:ava.ilablc at the current price, 

, 

~ Customers;!qe.asked to cotyrate. by not defacing or mutilating directo- 
ries. The Tgephone Cbmpgny xeserves the riiht.to chaige the current 
price for e&jh duectwy issued in replacement ordirectories destroyed, 
lost, stolen, defaced, or mufjlated while in possesiion of the customer. 

ERRORS IN THIS DLEZEOTORY 
The cmnpany aoes not assume anyhiibility for damages arising from 
errors or omissions h making up or printing directories. Please check 

, your listing in the directory If it is incorrect, please call the Business 
Office so that it may be correct in the next issue. 

A residential customer is entitled to one additional listing without a 
monthly charge., 

' 

THE YELLOW PAGE? 
The Yellow Pages show the name of every business owner listed under a 
heading descriptive of his business. Thus hundreds of commodities ahd 
services ire at the command of your telephone. Buy by telephone and 
save time. 

FA RELAY SURCHARGE 
The Pennsylvania Relay Surcharge is an intrastate relay telecommunica- 
tions service for the deaf, hearing impaired and/or speech impaired popu- 
lation of the Commonwealth for intrastate calls only 

To fund this system, the PUC ordered all telephone companies in ' 
Pennsylvania to collect a surcharge as shown on your monthly bill. I 
Questions regarding the PA Relay Service, call 1-800-233.1222. ' 

"EORMATION ABOUT 

Pennsylvania Telecommunications Relay Service (TRS) allows people 
with speech and hearing disabilities to use tjrpewriter-like machines to 
communicate with anyone using a regular telephone. These machines are 
called text telephones (TT) and they are used to send messages over the 
telephone network. A communications assistant sends the typed message 
of the TT user by voice to the person using a regular telephone. The. 
response of that person is then sent back to the lT user by the commu- 
nications assistant. 

TELECOMMUNICATIONS WELA? SERVICE 

TRS &.available 24 hours a day, every day of the year. Users can reach 
the TRS Center by dialing 1-800-654-5984. People who want to commu- 
nicate with 'IT users, and do not have 1T, can reach the TRS Center by 
calling"1-800-654.5988. 

TELEPHONE NUMBERS 
The Telephone Company reserves the right to change the telephone 
number or numbers of the customer's telephone station or stations, or 
the central office designation associated with such telephone number or 
numbers, or both, as the exigencies of the business may require. 

BUSINES3 TELEPHONES 
A telephone numberjwhich is used mainly for business purposes or is 
advertised in connection with the sale of products of services should be 
billed at the business rate. I 

, TELEGRAMS BY TELEPHONE 
You may telephone telegrams and international messages to the Western 
Union Telegraph Company. See listings for that company in this directo- , 

ry- 
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LIFELINE 150/LINK UP SERVICE 
The Bent\eyvi\\e Te\ephone Company offers two programs to help 
our tow-income res;dent;a/ customers get or keep their telephone 
service. These two programs are Lifeline 150 Service and Link Up 
America. If you are a low-income residential customer you may 
qualify for these programs. 

Lifeline 150 gives a credit of $7.75 every month for your basic 
service telephone bill. 

Link Up America gives 50% off your phone hook-up (line connec- 
tion) charge. 

Lifeline 150 Service 
You can get Lifeline 150 if: No one claims you as, a dependent of 
their Federal Income Tax unless you are 60 or older, and you are in 
one of these programs: 

General Assistance (GA) 
Supplemental Security Income (SSI) 
Temporary Assistance for Needy Families (TANF) 
Foodstamps 
Low Income Home Energy Assistance Program (LIHEAP) 
Medicaid 
Federal Public Housing Assistance 

Your yearly income’is at or below 150% of the United States 

**Qualifying Lifeline 150 Customers are permitted only one custom 
calling feature.** 

Link Up America 
You can get Link Up America if you qualify for Lifeline 150. 

You can apply for Lifeline 150 and Link Up America by calling The 
Bentleyville Telephone Company Business Office at 724-239-2501. 

AND 

Census Bureau Poverty Guidelines 

TOLL BILLING RESTRICTI0,NS 
If you do not wish to receive any collect calls or have any third 
party calls billed to your account a block can be put on your line to 
prevent these types of calls at no cost to you. 

Also available at NO CHARGE to the customer is a “900 Number” 
block, which will prevent 4LL 900 Nugbers from being made on 
your line. This service, und.er current ‘FCC regulation, requires tele- 
phone oustom.ers to request 900 Number blocking on an individual 
basis: If yourare concerned aboutdhe possibility of a 900 number 
being dialed porn your line, please oontact your Service 
RepresentativeAgain; there is .no charge for this service. 

SERVICES FOR DISABLED CUSTOMERS 

This service relays calls between a person using a TDD and any 
other telephone user within the state. The service also works in 
reverse, allowing a person with a telephone to call a TDD user. 
Specially trained personnel are available 24 hours a day, seven 
days a week, to relay calls. There is no extra charge to use this 
service. 

If you have a TDD, dial: 711 
If you have a telephone, dial: 711 

Long distance or locally charged calls placed through the PA Relay 
Service will be billed at AT&T or local telephone company rates. 

Information about telephone equipment services for the disabled 
can be obtained by calling your business office. The AT&T National 
Special Needs Center may also be of assistance: Hours 8:30 A.M. 
to 500 P.M. Monday to Friday (Toll Free) at 1 800-233-1222 *TDD 1 

*Numbers preceded by “TTY or TTD” are associated with telecom- 
munications devices for the deaf. Unless you have similar equip- 
ment you may not be able to complete your call. 

800-833-3232. 

PRE-WIRING 
If a home is in the process of being built or remodeled, we can 
install the telephone wires before the walls are put up. Call your 
Service Representative to arrange for this service. I 

WIRE MAINTENANCE 
The Bentleyville Telephone Company now has four alternatives for 
the maintenance and repair of inside wiring. They are as follows: 

For $50 each month, the Company will continue to maintain 
and repair the inside wiring. If trouble is found in the inside 
wiring, there will be no additional charge for the repair work. In 
order to qualify for this plan, a leased phone from The 
Bentleyville Telephone Company is required. 
For $1 50 each month, the Company will provide diagnosis and 
repair of inside wiring, with no additional charges for the repair 
work. A leased phone is not required for this premise protection 
plan; and will not cover any customer owned phones. 
If you do not have either wire maintenance plan, a premise visit 
fee will be charged for diagnosis provided by the Bentleyville 
Telephone Company. In addition, if you request the Company to 
repair the inside wiring, you will pay a fee to cover the time and 
material cost-of fixing the trouble. 
You may fix the wiring yourself or hire someone to do the work 
for you. 

I 
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SEPTEMBER 2007 
464.604 MANDATORY MINIMUM STANDARDS 

The standards in this section are applicable December 18, 2000, except as stated in paragraphs (c)(2) and 
(c)(7) of this section. 

(a) Operational standards-(1) Communications assistant (CA). (i) TRS providers are responsible for 
requiring that all CAS be sufficiently trained to effectively meet the specialized communications needs of 
individuals with hearing and speech disabilities. 

In keeping with all federally mandated requirements, Pennsylvania's required minimum skills for employment of 
Communications Assistants are: I 

0 

0 

0 

0 

0 

0 

Minimum typing speed of 60 wpm (FCC mandated requirement) 
Spelling and grammatical accuracy at high school graduate level 
Ability to translate typed ASL to English (as measured by a CA proficiency test) 
Good pronunciation and voice intonation 
Awareness of deaf community and culture (training developed by AT&T) 
Spanish Language Certification (For Spanish Language CA job only) 

(i i) CAS must have competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and 
familiarity with hearing and speech disability cultures, languages and etiquette. CAS must possess clear 
and articulate voice communications. 

Pennsylvania Relay CAS are provided specific instruction on cross-cultural communication, customer service, 
conversational etiquette, ergonomics and technical development as part of their orientation. Additional information is 
provided periodically to refresh and inform their knowledge base. Pennsylvania Relay CAS are also specially trained 
.to recognize specific speech disabilities and speech patterns to efficiently facilitate Speech-to-Speech calls. Center 
ma'nagers conduct monthly observations of CA performance at the workstation while a call is in progress. In 
addition, CAS are asked to sign an agreement of confidentiality and ethics regarding customer communications and 
call handling. These agreements are retained in their personnel files and reviewed annually. 

(iii) CAS must provide a typing speed of a minimum of 60 words per minute. Technological aids may be 
used to reach the required typing speed. Providers must give oral-to-type tests of CA speed. 

In keeping with federal requirements, an oral-to-type diagnostic is administered to each CA annually. Currently, all 
AT&T Relay CAS processing Pennsylvania relay calls meetlexceed the minimum FCC typing speed requirement. 
The average 2007 CA typing speed is 68.5 words per minute. 

(iv) TRS providers are responsible for requiring that VRS CAS are qualified interpreters. A "qualified 
interpreter" is able. to interpret effectively, accurately, and impartially, both receptively and expressively, 
using any necessary specialized vocabulary. 

The Commonwealth of Pennsylvania does not currently offer Video Relay Services, however our provider, AT&T 
Relay Services, does. Their vendor employs only qualified interpreters with appropriate professional certification. 

(v) CAS answering and placing a TTY-based TRS or VRS call must stay with the call for a minimum of ten 
minutes. CAS answering and placing an STS call must stay with the call for a minimum of fifteen minutes. 

All AT&T Relay CAS processing Pennsylvania calls are required to stay with a call for at least 10 minutes before an 
in-call transfer can take place. The time for in-call replacement for Speech to Speech calls is a minimum of 15 
minutes. In either case, the CA informs both parlies of the relief, with the exception of Two Line VCO where only 
the VCO user is notified of the relief CA. These procedures comply with the FCC requirements for in call 
replacement. 

(vi) TRS providers must make best efforts to agcommodate a TRS user's requeFted CA gender when a call 
is initiated and, if a transfer occurs, at the time the call is transferred to another CA. 

i 

I 

I 

! 

I 

I 

i 
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All Relay CAS processing calls for Pennsylvania are instructed to accommodate customer requests for a specific CA 
gender to the best of their ability. When a customer makes a specific request for a male or female CA, the CAW\\\ 
attempt to transfer to an appropi\ate CA, andlor ca\\ theh Supenisor for assistance in comp\ying with the request. 
The Same effort is demonstrated when a C4.k (?placed during the call. CAS are provided with detailed procedures 
of how to handle such requests and inform the'caller of all related actions taken. IPlease be aware the vast majority 
of our Relay employees are female. Below are CA procedures for handling a specific gender request: 

- 

- 
- 

If customer requests CA of a different gender, they are asked to hold while CA checks requested gender 
availability with In-charge Supervisor 
If the requested gender is available, the CA will say or type, "Thank you for ho/ding. We are able to 
accommodate your request. I am transfening your call now. One moment please." 
If requested gender is not available, the In-charge supervisor will advise the CA. The CA will say or type, 
"Thank you for holding. I'm sorry, at this time we do not have a male/female CA available for your call. I 
would be happy to complete your call for you now, or you may want to try your call later. " 
The CA will be guided by the customer's response. If the customer requires further assistance, the CA will' 
courteously advise the customer that helshe will be transferred to the In-charge Supervisor for assistance.' 

- 
I 

I 

(vi0 TRS shall transmit conversations between TTY and voice callers in real time. 

Pennsylvania Relay CAS transmit conversations between TTY and voice callers in real time as mandated by the 
FCC. The standard voice caller communicates with the CA by voice. The CA simultaneously relays the < 

conversation verbatim (including background information and voice tone descriptive words) to the TTY user by 
typing on a computer keyboard. The Relay operator then reads the response from the TTY user, which appears on 
the screen of their computer monitor, and voices it to the standard voice user. 

(2) Confidentiality and conversation content, (i) Except as authorized by section 705 of,the Communications 
Act, 47 U.S.C. 605, CAS are prohibited from disclosing the content of any relayed conversation regardless ' 
of content, and with a limited exception for STS CAS, from keeping records of the content of any 
convdrsation beyond the duration of a call, even if to do so would be inconsistent with state or local law. 
STS CAS may retain information from a particular call in order to facilitate the completion of consecutive 
calls, at the request of the user. The caller may request the STS CA to retain such information, or the CA 
may ask the caller if he wants the CA to repeat the same information during subsequent calls. The CA may 
retain the information only for as long as it takes to complete the subsequent calls. 

(ii) CAS are prohibited from intentionally altering a relayed conversation and, ,to the extent that it is not 
inconsistent with federal, state or local law regarding use of telephone company facilities for illegal 
purposes, must relay all conversation verbatim unless the relay user specifically requests summarization, , 

or4f th'e.user. re,questaiqterpretation of an ASL call. An STS CA may facilitate the call of an STS user with a ' 

speech disa:b;lity so 1ong.as the CA .does not interfere with the independenck of the user, the user maintains 
control of the conversation, and the user does not object. Appropriate measures must be taken by relay : 
providers to ensure that confidentiality of VRS users is,'maintained. 

The Commonwealth of Pennsylvania and AT&T Relay Services view customer privacy and communication privacy 
as one of the most critical priorities for the relay customer. AT&T Relay CAS are required to hold all customer 
conversation and information in the strictest confidence, and are prohibited from discussing customer calls. As a 
condition of their employment with us, AT&T Relay CAS are' required to sign a Confidentiality agreement, and a 
Code of Eth'ics. The agreement is reviewed wifh all employees regularly, and the :agreement is retained in their 
personnel file. As part of AT&T corporate integrity program, 'entitled "Our Code of Business Conduct", privacy of 
customer communications is again reviewed. Confidentiality and privacy of communications is ,a relay priority, and 
an AT&T priority. ,No records of conversations are retained. CAS are also prohibited from interjecting any advice, 
counsel, or petwmal*opinions. CAS are. prohibited from retaining any records or information from any calls, except ~ 

when requested by a STS customer for the completion of future calls. Breaches of confidentiality have serious 
consequences. All of our employees understand the critical nature of their responsibilities. 

! 

, 
, 

(i) Consistent with the obligations of telecommunications carrier operators, CAS are prohibited from 
refusing single .or sequential calls or limiting the length :of calls utilizing relay services. 
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carriers unless the Commission determines that it is not technological\y feasib\e ti dQ SO, RQ\ay Sep&$ 
providers have the burden ofproving the infeasibility of handling any type ofcaii. 

VCO to Text VCO to HCO 
VCO with Privacy Hearing to Hearing HCO to VCO 
Text to HCO HCO with Privacy Speech to Speech 
HCO to Text Two Line VCO Spanish to Spanish 
vco to vco HCO to HCO Two Line HCO 
Pay per Call (900 calls) 

In addition to the above call types, Pennsylvania Relay provides TTY to TTY with Voice Intercept (llVl) relay calls. 
This call type assists one TTY user trying to reach another TTY user with the assistance of a CA, such as 
terminating to a hotel or, hospital switchboard. Once the switchboard transfers the call to the requested extension 
and another TTY connects, the call becomes a TTY to TTY connection. In many states, this call is not 
acknowledged as a relay call and would not be completed. In Pennsylvania the CA remains with the call so the 
connection is maintained and the minutes are billed to the state as relay minutes. 

Pennsylvania allows the out of state use of the relay service, a practice known as "roaming",. This allqws 
Pennsylvania residents traveling outside the state to dial into Pennsylvania relay service to complete calls if they 
prefer. Instead of dialing 7-1-1, individuals can use toll free numbers to access the Pennsylvania center. This 
poflability of the service also prevents billing problems associated with wireless 7-1-1 access where a caller's ANI 
may not appear as a Pennsylvania area code. 

(iii) Relay service providers are permitted to decline to complete a call because credit authorization is 
denied, 

The Pennsylvania Relay Service will decline relay calls where appropriate callingkredit card information cannot be 
obtained or when collect charges are denied. In these instances the relay caller is asked if they would like to bill 
their call in an alternate way. 

$v) Relay services shall be capable of handling pay-per-call calls. 

Pennsylvania Relay currently meets all FCC and Commonwealth requirements regarding the processing of relay 
pay per call services. In addition, AT&T is the only relay provider that allows customers to accesspay per call 
services via 71 1 dialing. This capability is afforded by our state-of-the-art relay platform, which is able to pass a 
customer's number (ANI) to the network for direct billing at the pay-per-call provider's established rates. 
ConsPJquently, Pennsylvania Relay users are able to make outbound relay calls to pay-per-call services in their 
mode of choice, Le., multiple state and national toll free 8W, 900,711,211, or 51 1 numbers. , 

(v) TRS providers are required to provide the following types of TRS calls: (I) Text-to-voice and voice-to- 
text; (2) VCO, two-line VCO, VCO-to-TTY, and VCO-to-VCO; (3) HCO, two-line HCO, HCO-to-TTY, HCO-to- 
HCO. 

Pennsylvania Relay Service is fully compliant with this requirement, and can complete all of these calls as 
previously indicated. (See list provided 3.ii) 

(vi) TRS providers are required to provide the following features: (I) Call release functionality; (2) speed 
dialing functionality; and (3) three-way calling functionality. 

Pennsylvania Relay Service provides these features to all relay users, via the AT&T Relay platform'technology. CAS 
can."release" TTY-TTY calls afler connection as required, as well as speed dialing via personalized frequently- 
called numbers lists requested by customers. Additionally, Pennsylvania Relay users enjoy three-way calling any 
time via the use of their flash button, with the CA then relaying the three-way call. 

(vii) Voice mail and interactive menus. CAS must alert the TRS user to the presence of a recorded message 
and interactive menu through a hot key on the CA's terminal. The hot key will send text from the CA to the 
consumer's TTY indicating that a recording or interactive menu has been encountered. Relay providers 
shall electronically capture recorded messages and retain them for the length of the call. Relay providers 

I 
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Since May 2002, all AT&T Relay center CA workstations have been equipped with an AT&T proprietary play back 
device to capture audio messages, recordif@, i5r ItitGr&3iVi! voice systems. The relay user is immediately 
informed by a CA “hot key” that an answering machine, a pre-recorded message or a multiple choice voice menu 
has been encountered. The CA is able to record the information and facilitate the relay of the information. This 
allows Pennsylvania Relay to provide, as a TRS feature, answering machine and voice mail retrieval. This same 
procedure can also be used with the relay of pay-per-call (e.g. 900,976 calls). No records are kept of such calls as 
recordings are retained and used for each specific call. In the event a second call is required to retrieve messages 
or respond to menu systems, there is no additional charge to the relay user. 

’ 

(viii) TRS providers shall provide, as TRS features, answering machine and voice mail retrieval. 

Pennsylvania Relay has the ability to retrieve messages from answering machines at the same location or from 
remote location answering machines. This procedure is called Single Line Answering Machine (Slam). Special 
training for SLAM calls include: I 

rn 

0 Following all instructions 
rn 

Requesting any access codes or passwords in advance 

Informing the customer fully of the progress of the call 

Pennsylvania Relay can also provide the l V  user answering machine messages when the customer requests that 
the messages be retrieved by laying hislher phone down by the answering machine. The CA instructs the TTY user 
to turn on the answering machine and lay the phone near it. Once all messages have been retrieved, they are then 
typed to the TTY user. 

I (4) Handling of emergency calls. Providers must use a system for incoming emergency calls that, at a 
minimum, automatically and immediately transfers the caller to an appropriate Public Safety Answering 

directly, or a PSAP that is capable of enabling the dispatch of emergency services to the caller in an 

, I  

I 
I !  

Point (PSAP). An appropriate PSAP is either a PSAP that the caller would have reached if he had dialed 911 , 

expeditious manner. 

i 

Emertaencv Calls, 464.604 A.4 1 
I 

Pennsylvania Relay emergency call handling procedures are fully compliant with the FCC requirements as 
mandated in FCC Order 03-121 released on June 16,2003. 

AT&T provides Relay CAS with immediate and direct access to a database that contains emergency agency listings 
based on the caller‘s Automatic Number Identification (ANI). If this number does not appear in the database it may 
be necessary to contact Directory Assistance. Using the caller’s ANI, the CA can quickly secure the appropriate 
emergency agency listing and complete the relay call allowing for immediate emergency attention. Upon 
identification or receipt of the emergency number, the CA performs only two key strokes to initiate the call to the 
emergency agency. With Caller ID technology, the emergency agency will automatically receive the ANI of the relay 
caller, eliminating the need for the CA to manually pass this information. 

Once the appropriate emergency agency answers, the CA informs the dispatcher that the call is coming through the 
relay setvice and indicates whether the call is voice or TTY. The CA remains available to the emergency agency to 
provide any additional assistance as necessary or required in order to ensure the rendering of immediate 
emergency service. Each emergency call is given the Relay Operator‘s undivided attention. Typically, a supervisor 
will be immediately assigned to work with the Relay Operator in any emergency call situation. CAS are instructed to 
do everything they can to ensure emergency services are rendered, including stepping outside of the CA role if 
required to relay information to the PSAP. In the event of a critical situation, CAS are also offered a debriefing 
opportunity with their supervisor after the call is completed. Under no circumstances are emergency calls 
transferred to another workstation. 

, 

(5) STS called numbers. Relay providers must offer STS users the option to maintain at the relay center a 
list of names and telephone numbers which the STS user calls. When the STS user requests one of these 
names, the CA must repeat the name and state the telephone number to the STS user. This information 
must be transferred to any new STS provider. 

STS Called Numbers. (164.60.4A.5 , 

All AT&T Relay CAS are provided training and methodology for processing SpeecQ:to Speech (STS) relay calls, 
especially in the event a STS caller elects to dial 71 1 to reach the service. STS training consists of an introduction 
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noted STS founder Dr. Segalman using listening skills that enable the CA to understand what he is saying. 

I O  sec. (%) Ancwer isec) 
96% - Met 2.25 secs. - Met Daily Average 
94% - Met 3.18 secs. -Met I Daily Average 
92% - Met 3.85 secs. --Met : Daily Average 
94% - Met 2.87 seck -Met i Daily Average 
93% - Met 3.51 secs. - Met ' Daily Average 

- -  
Typically. STS calls are routed to our National STS team far handling. 

(b) Technical standards+) ASCll and Bayqlot, TRS.shal1 be capable of communicating with ASCI and 
Baudot format, at any speed generally in use: 

. 7  " 

B. Technical Standards: 

Transmission Modes, ASCII & Baudot, 564.604 B.1 

Pennsylvania Relay's transmission circuits meet or exceed FCC and Inter-exchange Carrier performance staAdards. 
Pennsylvania Relay is capable of communications in Baudot format at a speed of 45.5, in Turbo Code at a speed of 
100, and at an ASCII speed of 300-2400 words per minute. Requirements for Baudot, ASCII, and Turbo Code 
appear in Attachment C.2.b and C.2.e of the current Pennsylvania Relay service contract. 

(2) Speed o f  answer. (i) TRS providers shall ensure adequate TRS facility staffing to provide callers with 
efficient access under projected calling volumes, so that the probability of a busy response due to CA 
unavailability shall be functionally equivalent to what a voice caller would experience in attempting to reach 
a party through the voice telephone network. 

(io: TRS facilities shall, except during network failure, answer 85% of  all calls within 70 seconds by any 
method which results in the caller's call immediately being placed, not put in a queue or  on hold. The ten 
seconds begins at the time the call is delivered to the TRS facility's network. A TRS facility shall ensure that 
adequate network facilities shall be used in conjunction with TRS so that under,projected calling volume 
the probability o f  a busy response due to loop trunk congestion shall be functionally equivalent to what a 
voice caller would experience in attempting to reach a party through the voice telephone network. 

(A) The call is considered delivered when the TRS facility's equipment accepts the call from the local 
exchange carrier (LEC) and the public switched network actually delivers the ca,ll to the TRS facility, 

(B) Abandoned calls shall be included in the speed-of-answer calculation. 

'(C) A TRS provider's compliance with this rule shall be measured on a daily basis. 

(0) ,The system shall be designed to a P.01 standard. 

(E) A LEC shall provide the call attempt rates and the rates of calls blocked between the LEC and the TRS 
facility to relay administrators and TRS providers upon request. 

Speed of Answer, 664.604 B.2 

AT&T Relay currently maintains adequate employee staffing to ensure that, under projected call volumes, the 
probability of a busy response due to CA unavailability will be equivalent to what a voice caller would experience in 
attempting to reach a party through the voice telephone network. 

Per FCC mandates, the Commonwealth of Pennsylvapia and AT&T Relay service standards require that CAS must 
answer 85% of all incoming calls in 10 seconds. The call is considered delivered when the AT&T Relay equipment 
accepts the call from the local exchange carrier (LEC) and the public switched network actually delivers the call to 
the Relay Center. Abandoned calls, per FCC mandate, are included in this calculation. 

** 
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AT~T's  Relay,Ceqtei platform is engineered for a P.01 grade' of service, wherein blockage rate, will,be measured bgage 166 
sampling the nkmber'8f calls being blockbd' for each 24 hour period. If a call rings or is in queuehold in excess of , 

90 seconds, it is to be considered a blocked call. Reports of, less than 1 in 100, the functio~al equivalent of the ', 

b\ockage ra\e for uoke users, \nd\cate Pennsyhania Re\ays fu\\ Comphance wit\.\ \he FCc requirement for a P.01 
standard. .&!b.*.rl . ' . ; j :  6;; :fg#;:+!,: 

(iiiJ Speed of answer requirements for VRS providers are phased-in as follows: by January I, 2006, VRS 
providers must answer 80% of all calls within I80 secoqds, measured on a monthly basis; by July 7,2006, 
VRS providers must answer 80% of all calls within 750 seconds, measured on a monthly basis; and by 
January 1, 2007, VRS providers must answer 80% of all calls within 120 seconds, measured on a monthly 
basis. Abandoned calls shall be included in the VRS speed of answer calculation. 

The Commonwealth of Pennsylvania offers Video Relay Service via AT&T's program, AT&T Video Relay. Services. 
Current data as supplied by AT&T and their contractor indicate that VRS is compliant with FCC regulations. 

(3) Equal access to interexchange carriers. TRS users shall have access to their chosen, interexchange ~ 

carrier through the TRS, and to all other operator services, to the same extent that such access is provided ~ 

to voice users. I 

Equal Access to Interexchanoe Carriers, 664.604 8.3 

Relay user access to a preferred interexchange carrier (IXC), more commonly referred to as Carrier of Choice 
(COC), has improved dramatically over the past five years. Currently Pennsylvania Relay callers have access to 
numerous participating carriers, including the following IXCs: 

i ' 
~ 

I 

I 

~ 

AT&T 
BellSouth 
ComTech 
Easton 
I-Link 
LightYear 
OneCall 
Primus Tel 
Telecom 
VSSl 
Zone Tel 

Adelphia 
Broadwing 
CoreComm 
Excel 
lncomnet 
MCI 
OpenBand 
Qwest 
Touch1 
Wiltel 
ZoneTel 

Allegiance 
BusTelecom 
Cox (Bus) 
Excel1010 
LD Whse 
Matrix Tel 
OpexLD 
sac 
Vartec 
WorldXchg 

Alliance 
CloseCall 
Cox (Res) 
Frontier 
LDDS 
MetroMedia 
Pembroke 
Sprint 
Verizon V2 
Worldwide 

Amerivision 
CirChoieBTK 
Eastern Tel 
GlobalCrossing 
LDM Sys 
North Amer 
PhoneTel 
Tal kAmerica 
Verizon 
2-Tel 

In the event a requested IXC is not part of the current TRS COC platform, AT&T provides equal access through the 
Industry Standard COC Application Process. AT&T also provides follow-up to ensure the IXC has made the proper 
connections at the LEC access tandems in order to join the TRS COC platform in a timely manher. 

(4) TRS facilities. (i) TRS shall operate every day, 24 hours a day. Relay services that are not mandated by 
this Commission need not be provided every day, 24 hours a day, except VRS. 

(ii) TRS shall have redundancy features functionally equivalent to the equipment in normal central offices, 
including uninterruptible power; for emergency use. 

(5) Technology. No regulation set forth in this subpart is intended to discourage or impair the development 
of improved technology that fosters the availability of telecommunications to person with disabilities. TRS 
facilities are permitted to use SS7 technology or any other type of similar technology to enhance the 
functional equivalency and quality of TRS. TRS facilities that utilize SS7 technology shall be subject to the 
Calling Party Telephone Number rules set forth at 47 CFR 64.1600 et se9. 

(6) Caller ID. When a TRS facility is able to transmit any calling party identifying information to the public 
network, the TRS facility must,pass through, to the called party, at least one of the following: the number of , 

the TRS facility, 711, or the IO-digit number of the calling party. 

TRS Facilities, 664.604 B.4 

The FCC and the Commonwealth of Pennsylvania mandate twenty-four-hour-a-day, seven-day-a-week, 365 days a 
year statewide access of TRS with no limitations or restrictions that are not applicable to voice users of the 
telephone network. AT&T Relay Services complies with this requirement, with a 24/7/365 relay center located in 
New Castle, PA. 



FCC Docket No. CG 03-123 
Application for ?ecertScation of the Pennsylvania TRS 

November 9,2007 

p 3 Relay -providers are required tpiensure an uninterruptible power source (UPS) and adbquate IIetwOrk faci\itieS to Page 167 
73 

rnahtah the required P.04 grade of service. AT&T Relay Centers are equipped with an on-site generator capable 
of supplying all of the electrical needs for the Relay center in the unlikely event that the existing power source 
becomes inoperable. The center's generator is exercised regularly to ensure functionality and the fuel source is 
measured monthly. There is sufficient fuel stored on-site to provide in excess of 24 hours of continuous operator of 
the generator before refueling is necessary. 

During those instances that electrical power is lost to a relay center, all of the critical equipment including the switch, 
back-office equipment, modems, operator positions, WAC, lights and security equipment is automatically switched 
from commercial electrical power to UPS supplied power. AT&T Relay centers are equipped with sufficient UPS 
units to provide electricity until the generator reaches full output capacity, generally less than one (1) minute. I 

A Disaster Recovery Plan is in place for each location directing responses to all potential natural and man-made 
causes of system failures. Disaster preparedness is of highest concern for AT&T, and AT&T is widely recognized 
for their ability to provide emergency operators and uninterruptible power. As a result! we have been able to sustain 
fully adequate service levels during blizzards, flooding and other acts of nature, as well as a significant power 
outage that impacted the Eastern US in August 2003. Other relay providers have contracted with AT&T to act as 
their service and disaster recovery back up system. The Disaster Recovery Plan is reviewed by AT&T Technical, 
Center and network staff on regular basis. AT&T reviews the plan and escalation process every six months to 
ensure that all potential interruptions of service are addressed. The plan also includes employee protection and 
maintenance of external links of communication as well as internal operations. 

In the event a power outage or disaster occurs, traffic is routed to a different relay center as available. In the event 
that traffic must be rerouted, AT&T has implemented the AT&T Resource Manager (ARMTM), an Intelligent Call 
Routing System. ARMTM is a soflware-based processing application offering call-by-call routing to geographically 
distributed call centers. This system utilizes real-time call handling and relay operator status data in routing every 
call. 

ARMTM has a 7-day, 24-hour support center that automatically detects a failure and takes the necessary steps to 
rectify the situation. In addition to the automatic call distribution designed into ARMTM)0 circumvent an isolated call 
center;AT&T has deployed a fully redundant ARMTM in a second location to ensure that if a disaster were to render 
the primary ARMTM inoperable the backup ARMTM would continue to manage the call flow and route Pennsylvania 
Relay to any of the inter-connected, geographically dispersed AT&T Relay Centers without interruption. 

Enhanced fechnoloav. 664.604 8.5 

Call Forwarding became available to Pennsylvania residents in 2004. TTY users, who subscribe to Call Forwarding 
services from their local telephone company, can utilize and activate this feature through AT&T Relay Service. 

In March 2005, the Commonwealth of Pennsylvania became one of the earliest states to enroll in he FCC's 
Telecommunications Service Priority (TSP) Program. The FCC initially established the TSP Program in 1988 to 
establish a priority of restoration of telephone service to critical facilities and agencies, at a time when 
telecommunications repair companies are typically overburdened with service requests. The program presently 
restores telephone services most critical to national and homeland security on a priority basis in the event of a 
national crisis. Recently, the FCC has partnered with the Department of Homeland Security to increase TSP 
participation. With the program successfully implemented, Pennsylvania Relay users are able to make and receive 
calls in emergencies, just like standard telephone users in the same calling areas. 

Per FCC mandate, AT&T Relay has incorporated the latest technology and support equivalent to all standard phone 
services. These services include Automated Number Identification (ANI), true Caller ID, call forwarding, speed 
dialing and other service enhancements which increase the functional equivalency of the Relay Service for all calls, 
both carried on the provider's network or sent out to inter-exchange (IXC) networks. 

AT&T Relay Service currently provides true caller ID to all users, via AT&T's relay architecture. As required, the 
relay platform can pass to the called party the caller's id, provided they have not elected to block their number. The 
Commonwealth of Pennsylvania is fully compliant with this requirement. 

C. Functional Standards: 

(c) Functional standards+) Consumer complaint logs.(i) States and interstate providers must maintain a 
'log of consumef-coqplaints including all complaints about TRS in the state, whether filed with the TRS 
provider or the State, and must retain the log until the next applica'tion for certification is granted. The log 
shall include, at a minimum, the date the complaint was filed, the nature of the complaint, the date of 
resolution, and an explanation of the resolution. 

I 
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i .(io Beginiihg July I, 2002, grates and TRS'providers shdll subhit sunimaries of logs indicating the number 

summaries of logs submitted to the Commisson'on Jufy ;I, 2001 shall indicate the number of complaints 
of complaints received for the 12-mon'th period ending May 31 to the Commission by July 'I Of each Year, 
received from the date of OMS approval through May 31, 2001. 

%.'< .-.. . ~ t . . q . ~ ' - i i .  ;. 

(2) Contact persons. Beginning on June 30, 2000, State TRS Programs, interstate TRS providers, and TRS 
providers that have state contracts must submit to the Commission a contact person and/or office for TRS 
consumer information and complaints about a certified State TRS Program's provision of intrastate TRS, or, 
as appropriate, about the TRS provider's service. This submission must include, at a minimum, the 
following: 

(i) The name and address of the office that receives complaints, grievances, inquiries, and suggestions; 

I 

I 

(ii) Voice and TTY telephone numbers, fax number, e-mail address, and web address; and 

(iii) The physical address to which correspondence should be sent. 

Consumer Comataint Loe, 664.604 C.1 ' .  

Pennsylvania Relay Service is fully compliant with all FCC regulations in the area. 

AT&T Relay Service maintains an annual log of consumer complaints, inquiries, and commendations concerning 
Pennsylvania Relay. All feedback from the consumers of Pennsylvania Relay is recorded in AT&T's automated 
Commendation, Inquiry, Complaint System, more commonly referred to as CICS. All comments are entered into the 
ClCS database within twenty-four hours of receipt. AT&T then sends an electronic copy of each entry to the 
appropriate Relay Center Manager for handling. The majority of ClCS complaints received by AT&T are responded 
to and resolved by the AT&T National Customer Care Team. For complaints received directly by the Public Utilities 
Commission or its staff, the representative immediately shares the information with AT&T Relay Services for follow- 
up and rksolution. 

Copies of all ClCS entries are maintained by AT&T Relay Services. Monthly report summaries are provided to the 
Commonwealth. AT&T Relay Staff immediately investigates any complaints, attempting immediate resolution 
whenever possible. In the event of more complex investigations (ex. a billing issue) that cannot be resolved quickly, 
status communication is provided to the customer. All ClCS entries and monthly reports are retained by AT&T for 
a minimum of five years. AT&T Relay Services also prepares the annual consumer complaint summary log required 
by the FCC, itemizing complaints alleging violations of FCC mandatory minimum standards. 
Contact Persons for State TRS Information, 664.604 C.2 

I 

All complaints, grievances, inquiries, suggestions and commendations for Pennsylvania Relay should be addressed 
to the Public UtiliGes Commission at the following address: 

Dave Lewis 
Pennsylvania Bureau of Consumer Services 
PO Box 3265, Harrisburg, PA 171 05-3265 
Toll free Telephone number: 800-782-1 110; Fax 717-783-5659; TTY 888-749-8870 I 

E-mail: davlewishstate.ua.us 
Website http://www.uuc.uaonline.com 

The Commonwealth's PUC website also provides the forms and process for filing complaints. An additional 
resource is provided by the Manager of the Bureau of Consumer Services, Lou Sauers, who can be contacted at 
Isauers@state.Da.us. Additional inquiries or complaints about TRS can be filed with the PUC at 800-782-1 110 (V); 
888-749-8870 (TTY). 

(3) Public access to information. Carriers, through publication in their directorjes, periodic billing inserts, 
placement of TRS instructions in telephone directories, through directory assistance services, and 
incorporation of TTY numbers in telephone directories, shall assure that callers in their service areas are 
aware of the availability and use of all forms of TRS. Efforts to educate the public about TRS should extend 
to all segments of the public, including individuals who are hard of hearing, speech disabled, and senior 
citizens as well as members of the gendral@Lwlation. In addition, each commbn carrier providing 

' ' rek@one voice transmission sedices shalleonduct, not later than October I,! 2001, ongoing education and 
outreach programs that publicize the availability of 71 I access to TRS in a manner reasonably designed to 
ieaCti the largest number of consumers'possible. 

~ 

, 
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The Commonwealth of Pennsylvania requests that phone companies publish public information on the 
Pennsylvania Relay service in telephone directories. The directory information page also includes reference to 7-1- 
1 relay access and the confidentiality of calls. Additionally, Pennsylvania Relay has conducted a statewide outreach 
campaign to ensure residents are aware of relay service and how to access relay. 

(4) Rates. TRS users shall pay rates no greater than the rates paid for functionally equivalent voice 
communication services with respect to such factors as the duration of the call, the time of day, and the 
distance from the point of origination to the point of termination. 

Rates for TRS, 664.604 C.4 
Pennsylvania TRS users do not pay for local relay calls. Users pay rates equivalent to the rates charged on 
functionally equivalent voice communication telephone calls. The current tariff with AT&T provides an economical 
$0.07 per minute rate for relay calls, unless an alternate carrier or calling plan is selected. 

(5) Jurisdictional separation of costs-(i) General. Where appropriate, costs of providing TRS shall be 
separated in accordance with the jurisdictional separation procedures and standards set forth in the 
Commission's regulations adopted pursuant to section 470 of the Communications Act of 7934, as 
amended. 
Jurisdictional Separation of Costs & Method of Funding, 664.604 C.5 

AT&T Relay Services follows all State and FCC guidelines for reimbursement of relay calls and separation of 
jurisdictional costs. Costs for interstate relay call minutes are reimbursed to AT&T by the National Exchange Carrier 
Association, Incorporated (NECA) in accordanae with the Interstate Cost Recover Plan effective July 26, 1993. 
More recently, relay calls placed over the internet (IP and VRS relay calls) and terminating in Pennsylvania are also 
reimbursed to authorize relay providers through the NECA Interstate TRS Fund. 

(ii) Cost recovery. Costs caused by interstate TRS shall be recovered from all subscribers for every 
interstate service, utilizing a shared-funding cost recovery mechanism. Except as noted in this paragraph, 
with respect to VRS, costs caused by intrastate TRS shall be recovered from the intrastate jurisdiction. In a 
state that has a certifiedprogram under 564.605, the state agency providing TRS shall, through the state's 
'regulatory agency, permit a common carrier to recover costs incurred in providing TRS by a method 
consistent with the requirements of this section. Costs caused by the provision of ipterstate and intrastate 
VRS shall be recovered from all subscribers for every interstate service, utilizing a shared-funding cost 
recovery mechanism. 

(iii) Telecommunications Relay Services Fund. Effective July 26, 7993, an Interstate Cost Recovery Plan, 
hereinafter referred to as the TRS Fund, shall be administered by an entity selected by the Commission 
(administrator). The initial administrator, for an interim period, will be the National Exchange Carrier 
Associa tion, Inc. 

(A) Contributions. Every carrier providing interstate telecommunications services shall contribute to the 
TRS Fund on the basis of interstate end-user telecommunications revenues as described herein. 
Contributions shall be made by all carriers who provide interstate services, inclu$ing, but not limited to, 
cellular telephone and paging, mobile radio, operator services, personal communications service (PCS), 
access (including subscriber line charges), alternative access and special access, packet-switched, WATS, 
800, 900; message telephone service (MTS), private line, telex, telegraph, video, satellite, intraLA TA, 
international and resale services. 

(6) Contribution computations. Contributors' contribution to the TRS fund shall b,e the product of their 
(subject revenues for the prior calendar year and a contribution factor determined annually by the 
Commission. The contribution factor shall be based on the ratio between expected TRS Fund expenses to 
interstate end-user telecommunications revenues. In the event that contributions: exceed TRS payments 
and administrative costs, the contribution factor for the following year will be adjusted by an appropriate 
amount, taking into consideration projected cost and usage, changes. In the event that contributions are 
inadequate, the fund administrator may request authority from the Cornmission to borrow funds 
commercially, with such debt-secured by future years' contributions. Each subject carrier must contribute 
at least $25 per year. Carriers whose annual contributions total less than$7,200 must pay the entire 
contribution at the beginning of the contribution period. Service providers whose; contributions total $1,200 
ormofievna,)! divide their contributions into equal monthly payments. Capers shall complete and submit, 
and oontrib'dtions shsll.be based on, ,a :Telecommunications Reporting Worksheet" (as published.by the 
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Commission in the Federal Register). The worksheet shall be certified to by an officer of the contributor, Page 170 
and subject to verification by the Commission or the adm5nktrator at the discretion of the Commission. 
Contributors' statements in the Worksheet shall be subject to the provisions of Section 220 Of the 
tommunicafions Acf of 1434, as amended The fund administrator may bi/l contributors a separate 
assessment for reasonable a d m i n i s t r a t i v s , ~ ~ ~ e ~ ~ ~ ~ : ~ ~ ~ ~ i n t e r e s t  resulting from improper filing or overdue 
contributions. The Chief of the Consumer & GoQeinniehal Affairs Bureau may waive, reduce, modify or 
eliminate contributor reporting requirements that prove unnecessary and require additional reporting 
requirements that the Bureau deems necessary to the sound and efficient administration of the TRS Fund. 

, 

(C) Data collection from TRS Providers, TRS providers shall provide the administrator with true and 
adequate data necessary to determine TRS fund revenue requirements and payments. TRS ljroviders shall 
provide the administrator with the following: total TRS minutes of use, total interstate TRS minutes of use, 
total TRS operating expenses and total TRS investment in general accordance with part 32 of the 
Communications Act, and other historical or projected information reasonably requested by the 
administrator for purposes of computing payments and revenue requirements. The administrator and the 
Commission shall have the authority to examine, verify and audit data received from TRS providers as 
necessary to assure the accuracy and integrity of fund payments. 

(0) [Reserved] 

(E) Payments to TRS providers. TRS Fund payments shall be distributed to TRS providers based on 
formulas approved or modified by the Commission. The administrator shall file schedules of payment 
formulas with the Commission. Such formulas shall be designed to compensate TRS providers for 
reasonable costs of providing interstate TRS, and shall be subject to Commission approval. Such formulas 
shall be based on total monthly interstate TRS minutes of use. TRS minutes of use forpurposes of 
interstate cost recovery under the TRS Fund are defined as the minutes of use for completed interstate TRS 
calls placed through the TRS center beginning after call set-up and concluding after the last message call 

including providers who are not interexchange carriers, local exchange carriers, or certified state relay 
providers, must submit reports of interstate TRS minutes of use to the administrator in order to receive 
payments. The administrator shall establish procedures to verify payment claims, and may suspend or 
delay payments to a TRS provider if the TRS provider fails to provide adequate verification of payment upon 
reasonable request, or if directed by the Commission to do so. The TRS Fund administrator shall make 
payments only to eligible TRS providers operating pursuant to the mandatory minimum standards as 
required in $64.604, and after disbursements to the administrator for reasonable expenses incurred by it in 
connection with TRS Fund administration. TRS providers receiving payments shall file a form prescribed by 
the administrator. The administrator shall fashion a form that is consistent with parts 32 and 36 procedures 
reasonably tailored to meet the needs of TRS providers. The Commission sha/l have authority to audit 
providers and have access to all data, including carrier specific data, collected by the fund administrator. 
The fund administrator shall have authority to audit TRS providers reporting data to the administrator. The 
formulas should appropriately compensate interstate providers for the provision of VRS, whether intrastate 
or interstate. 

unit. In addition to the data required under paragraph (c)(5)(iig(C) of this section, all TRS providers, I 

i 
i 

i 
i 

, 
I 

(F) TRS providers eligible for receiving payments from the TRS Fund are: 

( j )  TRS facilities operated under contract with and/or by certified state TRS programs pursuant to $64.605; ' 

Or 

(2) TRS facilities owned by or operated under contract with a common carrier providing interstate services 
operated pursuant to 964.604; or 

(3) Interstate common carriers offering TRS pursuant to 564.604; or 

(4) Video Relay Service (VRS) and.lnternet Protocol ( I f )  Relay providers certified by the Commission 
pursuant to $64.605. 

(G) Any eligible TRS provider as defined in paragraph (c)(5)(iii)(F) of this section shall notify the 
administrator.of its intent to participate in the .TRS Fund thirty (30) days prior to submitting reports of TRS 
interstate m'inutes of use in order to receive payment settlements for interstate TRS, and failure to file may 
exclude the TRSproLider from eligibility fofi the year. 

, 

(H) Administrator reponing,'monitoring, and filing requirements. The administrator shall perform all filing 
and repoifing' functions required 'in paragraphs (c)(5)(iii)(A) through (c)(Ci)(iii)(J) of this section. TRS 
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r .  

Ue effective: the ,fol/oWing July 7. The adminkfrator shall report annually to the Commission an itemization 
of monthly administrative costs which shall consist of a\\ expenses, r,iceipts, and payments associated with 
the adm;n;stratt'on of the TRS Fund The administrator is required to keep the TRS Fund separate from all 
other funds administered by the administrator, shall file a cost allocation manual (CAM) and shall provide 
the Commission full access to all data coll6?d$d &t&i%i(i'o the administration of the TRS Fund. The 
administrator shall account for the financial transactions of the TRS Fund in accordance with generally 
accepted accounting principles for federal agencies and maintain the accounts of the TRS Fund in 
accordance with the United States Government Standard General Ledger. When the administrator, or any 
independent auditor hired by the administrator, conducts audits of providers of services under the TRS 
program or contributors to the TRS Fund, such audits shall be conducted in accordance with generally 
accepted government auditing standards. In administering the TRS Fund, the administrator shall also, 
comply with all relevant and applicable federal financial management and reporting statutes. The 
administrator shall establish a non-paid voluntary advisory committee of persons from the hearing and 
speech disability community, TRS users (voice and text telephone), interstate service providers, state 
representatives, and TRS providers, which will meet at reasonable intervals (at least semi-annually) in order 
to monitor TRS cost recovery matters. Each group shall select its own representative to the committee. The 
administrator's annual report shall include a discussion of the advisory committee deliberations. 

(I) Information filed with the administrator. The administrator shall keep all data obtained from contributors 
and TRS providers confidential and shall not disclose such data in company-specific form unless directed 
to do so by the Commission. Subject to any restrictions imposed by the Chief of the Consumer tS 
Governmental Affairs Bureau, the TRS Fund administrator may share data obtained from carriers with the 
administrators of the universal support mechanisms (See 47 CFR 54.701 of this chapter), the North 
American Numbering Plan administration cost recovery (See 47 CFR 52.16 of this chapter), and the long- 
term local number portability cost recovery (See 47 CFR 52.32 of this chapter). The TRS Fund administrator 
shall keep confidential all data obtained from other administrators. The administrator shall not use such 
data except for purposes of administering the TRS Fund, calculating the regulatory fees of interstate 
common carriers, and aggregating such fee payments for submission to the Commission. The Commission 
shall have access to all data reported to the administrator, and authority to audit TRS providers. 
Contributors may make requests for Commission nondisclosure of company-specific revenue information 
under g0.459 of this chapter by so indicating on the Telecommunications Reporting Worksheet atfhe time 
that the subject. data are submitted. The Commission shall make all decisions regarding nondisclosure of 
company-specific information. 

(J) The administrator's performance and this plan shall be reviewed by the Commission after two years. 

(K) All parties providing services or contributions or receiving payments under this section are subject to 
the enforcement provisions specified in the Communications Act, the Americans with Disabilities Act, and 
thk Commission's rules. 

(6) Complaints-(i) Referral of cornplaint. If a complaint to the Commission alleges a violation of this 
subpart with respect to intrastate TRS. within a state and certification of the program of such state under 
g64.605 is in effect, ?he Commission shall refer such complaint to such state expeditiously. 

(ii) Intrastate complaints shall be resolved by the state within 180 days after the complaint is first filed with 
a state entity, regardless of whether it is filed with the state relay administrator, a state PUC, the relay 
provider, or with any other state entity. 

(iii) Jurisdiction of Commission. After referring a complaint to a state entity under paragraph (c)(6)(i) of this 
section, or if a complaint is filed directly with a state entity, the Commission shall exercise jurisdiction over 
such complaint only if: 

(A) Final action undersuch state program has not been taken within: 

(I) 180 days after the complaint is filed with such state entity; or 

(2) A shorter period as prescribed by the regulations of such state; or 

(B) The Commission determines that such state program is no longer qualified for certification under 
g64;605. 
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interstate TRS complaint alleging a violation of section 225 of the Act or any complaint involving intrastate 
relay services in states without a certified program. The Commission shall resolve intrastate complaints 
over which it exercisesjurisdiction under paragraph (c)(6)(ii(.l of this section within 180 days. 

(v) Complaint procedures. Complaints against TRS providers for alleged violations of this subpart may be 
either informal or formal. 

C .  . I <  , 

{A) Informal complaints-{?) Form. An informal complaint may be transmitted fo the Consumer 8 
Governmental Affairs Bureau by any reasonable means, such as letter, facsimile transmission, telephone 
(voice/TRS/TTY), Internet e-mail, or some other method that would best accommodate a complainant's 
hearing or speech disability. 

(2) Content, An informal complaint shall include the name and address of the complainant; the name and 
address of the TRS provider against whom the complaint is made; a statement of facts supporting the 
complainant's allegation that the TRS provided it has violated or is violating section 225 of the Act'and/or 
requirements under the Commission's rules; the specific relief or satisfaction sought by the complainant; 
and the complainant's preferred format or method of response to the complaint by the Commission and the 
defendant TRS provider (such as letter, facsimile transmission, telephone (voice/TRS/TTY;), Internet e-mail, 
or some other method that would best accommodate the complainant's hearing or speech disability). 

(3) Service; designation of agents. The Commission shall promptly forward any complaint meeting the 
requirements of this subsection to the TRS provider named in the cornplaint. Such TRS provider shall be 
called upon to satisfy or answer the complaint within the time specified by the;Commission. Every TRS 
provider shall file with the Commission a statement designating an agent or agents whose principal 
responsibility will be to receive all complaints, inquiries, orders, decisions, and notices and other 
pronouncements forwarded by the Commission. Such designation shall include a name or department 
designation, business address, telephone number (voice and TTY), facsimile number and, if available, 
internet e-mail address. 

(B) Review and disposition of informal complaints. (7) Where it appears from the TRS provider's answer, or 
from other communications with the parties, that an informal complaint has been satisfied, the Commission 
may, in its discretion, consider the matter closed without response to the complainant or defendant. In all 
other cases, the Commission shall inform the parties of its review and disposition of a complaint filed under 
this subpart. Where practicable, this information shall be transmitted to the complainant and defendant in 
the manner requested by the complainant (e.g., letter, facsimile transmission, telephone (voice/TRS/TTY) or 
Internet e-mail. 

(2) A complainant unsatisfied with the defendant's response to the informal complaint and the staff's 
decision to terminate action on the informal complaint may file a formal complaint with the Cornmission 
pursuant to paragraph (c)(G)(v)(C) of this section. 

(C) Formal complaints. A formal complaint shall be in writing, addressed to the Federal Communications 
Commission, Enforcement Bureau, Telecommunications Consumer Division, Washington, DC 20554 and 
shall contain: 

(I) The name and address of the complainant, 

(2) The name and address of the defendant against whom the complaint is made, 

(3) A complete statement of the facts, including supporting data, where available, showing that such 
defendant did or omitted to do anything in contravention of this subpart, and 

(4) The relief sought. 

(0) Amended complaints. An amended complaint setting forth transactions, occurrences or events which 
have happened since the filing of the original complaint and which relate lo the original cause of action may 
be filed with the Commission. 

(E) Number of copies. An original and two copies of all pleadings shall be filed. 
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' w (9 Se&$ce;:(7) Exoept!krhere~a &omplainbkFrefertied to a state pursuantto .§64.6b4(0)(6)(i), or where a 
complaint is filed directly 'with a state entity, the Commission will serve on the named party a copy of any 
complaint or amended complaint filed with it, together with a notice of the filing,of the compJain1, Such 
said notice of complaint. . ;. . .>:' . I . . '  , e. :,' 
notice shall call upon the defendant to satisfy or answer the complaint in writing within the time specified in 

(2) All subsequent pleadings and briefs shall be served by the filing party on all!other parties to the 
proceeding in accordance with the requirements of 97.47 of this chapter. Proof of such service shall also be 
made in accordance with the requirements of said section. 

(G) Answers to complaints and amended complaints. Any party upon whom a copy of a complaint or , 
amended complaint is served under this subpart shall serve an answer within the time specified by the 
Commission in its notice of complaint. The answer shall advise the parties and the Commission fully and 
completely of the nature of the defense and shall respond specifically to all material allegations of the 
complaint. In cases involving allegations of harm, the answer shall indicate what action has been taken or 
is proposed to be taken to stop the occurrence of such harm. Collateral or immaterial issues shall be 
avoided in answers and every effort should be made to narrow the issues. Matters alleged as affirmative 
defenses shall be separately stated and numbered. Any defendant failing to file and serve an answer within 
the time and in the manner prescribed may be deemed in default. 

(H) Replies to answers or amended answers. Within IO days after service of an answer or an amended 
answer, a complainant may file and serve a reply which shall.be responsive to matters contained in such 
answer or amended answer and shall not contain new matter. Failure to reply will not be deemed an 
admission of any allegation contained in such answer or amended answer. 

(I) Defective pleadings. Any pleading filed in a complaint proceeding that is not in substantial conformity 
with the requirements of the applicable rules in this subpart may be dismissed. 

Receipj of Complaints, 864.604 C.6 

Pennsylvania Relay consumers can provide comments directly to AT&T or to the Commonwealth in a number of 
ways. 

AT&T receives consumer comments from: 
Communication Assistants (CA) 

0 Relay Genter Support Desk 

' Consumer Correspondence 
0 

Contracted Outreach Staff 
Consumer Correspondence 

AT&T Relay Service Customer Care Desk 1-866-682-8706 (v) /I 800-682-8786 (TTY) 
AT&T National Relay Website: www.att.com/relay 

Pennsylvania Relay Advisory Council Members 

The Commonwealth of ,Pennsylvania and AT&T Relay Services are 'committed to ensuring relay users are satisfied 
with the service provided, and work closely together to quickly address any issues involving relay service. 

Over the past five years, the average turnaround time for resolution of complaints has been 24 hours or less, with 
the majority of complaints being'resolved on the same day. All complaints directly related to CA performance are 
routed to the relay center manager, who is required to meet with the individual CA within seventy-two hours of 
receipt of the complaint. Additional CA training is then scheduled if appropriate. Complaints or inquiries related to 
technical or 'billing issues are not subject to a specific deadline since technical research or follow-up with other 
entities may be necessary. However, timely resolution of these items is still required and monitored by the 
Commonwealth of Pennsylvania. 

If a complaint takes longer than 30 days to resolve and/or appears to address a violation of FCC standards, 
appropriate PSC representatives contact AT&T for additional information. If required, the consumer is also 
contacjed for additional information, or a status is provided to both the consumer and the Commonwealth's 
,representatives. Ongoing communication on status and resolution of the complaint cbntinues, but rarely if ever 
continues to this point. The consumer is also informed about the federal informal and formal complaint processes 
with the FCC. 

Pennsylvania Relay Service is in full compliance with FCC requirements regarding Consumer complaint processes. 
, , >  
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(7) Treatment of: TRS hstomer informati&. Se@hriih&ih July 27,2000, all fu the  contracts between the 
TRS administrator and the TRS vendor shall provide for the transfer of TRS customer profile data from the 
outgoing TRS vendor to  the incoming TRS vendor. Such data must be disclosed in usable form at least 60 
days prior to the provider5 last day of service provision. Such data may not be used for any purpose other 
than to connect the TRS user with the called parties desired by that TRS user. Such information shall not be I 
sold, distributed, shared or revealed in any other way by the relay center or its employees, unless 
compelled to do so by lawful order. 

Relav Choice Profiles 8 Portability of TRS Customer Information, 564.604 C.7 

Pennsylvania and AT&T use Relay Choice Profiles (RCPs) to store customer information, and RCPs are available 
to all Pennsylvania Relay users. RCPs can be used to identify in-coming call types, designate preferred toll 
providers (both regional and long distance), indicate call preferences (inclusion of background noise and spelling 
correction), and store up to twenty frequently called numbers. RCPs can be set-up by mailing an RCP form to 
AT&T, on-line at http:/lwww.att.com/relay or the AT&T Relay National Customer Care Centepvia fax at 1-888- 
288-2184. Customers can also createlupdate their RCP over the phone with the AT&T Relay Service National 
Customer Care Center representatives. 

Pennsylvania Relay also offers relay users a type of RCP called a Multi-User Relay Choice Proile (MURCP). The 
new MURCP allows a customer to access hislher profile from any location, not just their home or office number. It 
also allows multiple relay users in the same household to have their own private profile choices. The customer must 
request their MURCP be set up through the AT&T Relay Services National Customer Care Desk, or via the AT&T 
Relay Website. Once a customer has set up a MURCP, he/she will have a private 4-digit PIN that must be provided 
to the CA in order to activate the profile for each relay session. For confidentiality purposes, the CA will not have 
access to a PIN if the MURCP user does not provide it at the time of the call. It will be the caller's responsibility to 
retain the PIN. 

I 

All RCP information is strictly confidential and requires only the relay caller's phone number or PIN for identification. 
No customer information is sold or otherwise revealed in any manner. However, in compliance with FCC 
requirements, all customer information contained in an RCP is transferable to an incoming TRS vendor within the 
stated timeframe of 60 days. 

A copy of the on-line RCP form is provided as an attachment. 
$64.605 STATE CERTIFICATION. 

(a) State documentation-(I) Certified state program. Any state, through its office of the governor or other 
delegated executive office empowered to provide TRS, desiring to establish a state program under this 
section shall submit, not later than October I, 1995 documentation to the Commission addressed to the 
Federal Communications Commission, Chief, Consumer & Governmental Affairs Bureau, TRS Certification 
Program, Washington, DC 20554, and captioned "TRS State Certification Application." All documentation 
shall be submitted in narrative form, shall clearly describe the state program for implementing intrastate 
TRS, and the procedures and remedies for enforcing any requirements imposed by the state program. The 
Commission shall give public notice of states filing for certification including notification in the Federal 
Register. 

The Commonwealth of Pennsylvania has complied with all requirements in this area. The narrative submitted 
contains thorough documentation of how Pennsylvania Relay Service is in full compliance with all federal mandates 
for the Relay Service. 

(2) VRS and IP Relay provider. Any entity desiring to provide VRS or IP Relay services, independent from 
any certified state TRS program or any TRS provider otherwise eligible for compensation from the Interstate 
TRS Fund, and to receive compensation from the Interstate TRS Fund, shall submit documentation to the 
Commission addressed to the Federal Communications Commission, Chief, Consumer & Governmental 
Affairs BureaU, TRS Certification Program, Washington, DC 20554, and captioned "VRS and I f  Relay 
Certification Application. " The documentation shall include, in narrative form: 

( i )  A description of the forms of TRS to be provided (i.e., VRS and/or I f  Relay); 

I 

i : i  

i 
I 

I 

(ii) A descriptiPn..of how the provider will meet all non-waived mandatory minimum standards.applicab1e to 
each form of TRS offered; 

(iii) A description of the provider's procedures for ensuring compliance with all applicable TRS rules; 

(iv) A description of the provider's complaint procedures; 



FCC Docket No. CG 03-123 
Application for &certification of the Pennsylvania TRS 

November 9,2007 
(v) A ri'arrafive d&;dribing anpargas in which theprovider% service wil1,differ from the applicable mandato@ge 175 

. .  

I .  .-+ 4*, :>m--.3~8, :- .--&a.t& 

minimum standards; 

(vi) A narrative establishing that services that differ from the mandatory minimum standards do not violate 
applicable mandatory minimum standards; 

(vii) Demonstration of status as a common carrier; and 

(viii) A statement that the provider will file annual compliance reports demonstrating continued compliance 
with these rules. 

(b) (7) Requirements for state certification. After review of state documentation, the Commission shall 
certify, by letter, or order, the state program if the Cornmission determines that the state certification 
documentation: 

(i) Establishes that the state program meets or exceeds all operational, technical, and functional minimum 
standards contained in 564.604; 

(ii) Establishes that the state program makes available adequate procedures and remedies for enforcing the 
requirements of the state program, including that it makes available to TRS users informational materials 
on state and Commission complaint procedures sufficient for users to know the proper procedures for 
filing complaints; and 

(iii) Where a'state program exceeds the mandatory minimum standards contained in 564.604, the state 
establishes that its program in no way conflicts with federal law. 

(2) Requirements for VRS and IP Relay Provider FCC Certification, After review of certification 
docurnentation, the Commission shall certify, by Public Notice, that the VRS or 1P Relay provider is eligible 
for compensation from the Interstate TRS Fund if the Commission determines that the certification 
docurnentation: 

(i) Establishes that the provision of VRS and/or IP Relay will meet or exceed all non-waived operational, 
'technical, and functional minimum standards contained in $64.604; 

(ii) Establishes that the VRS and/or IP Relay provider makes available adequate procedures and remedies 
for ensuring compliance with the requirements of this section and the mandatory minimum standards 
contained in 864.604, including that it makes available for TRS users informational materials on complaint 
procedures sufficient for users to know the proper procedures for filing complaints; and 

(iii) Where the TRS service differs from the mandatory minimum standards contained in 564.604, the VRS 
and/or IP Relay provider establishes that its service does not violate applicable mandatory minimum 
standards. 

@)(I) State certification period. State certification shall remain in effect for five years. One yearprior to 
expiration of certification, a state may apply for renewal of its certification by filing documentation as 
prescribed by paragraphs (a) and (b) of this section. 

(2) VRS and IP Relay Provider FCC certification period. Certification granted under this section shall remain 
in effect for five years. A VRS or IP Relay provider may apply for renewal of its certification by filing 
documentation with the Commission, at least 90 days prior to expiration of certification, containing the 
information described in paragraph (a)(2) of this section. 

(d) Method of funding. Except as provided in 564.604, the Commission shall not refuse to certify a state 
program based solely on the method such state will implement for funding intrastate TRS, but funding 
mechanisms, if labeled, shall be labeled in a manner that promote national understanding of TRS and do 
not offend the public. 

(e)(7) Suspension or revocation of state certification. The Commission may suspend or revoke such 
certification if, after notice and opportunity for hearing, the Commission determines that such certification 
is n.0 longer warranted. In a state whose program has been suspended or revoked, the Co,mmission shall 
take such steps as may be necessary, consistent with this subpart, to ensure continuity of TRS. The 
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demonstrating ongoing compliance with the Commission's minimum standards if, for example, the 
commission receives evidence that a state program may not be in compliance wjth the minhurn standards. 

(2) Suspension or revocation of VRS and lP Relay Provider FCC certification. The Commission may 
suspend or revoke the certification of a VRS or IP Relay provider if, after notice and opportunityfor hearing, 
the Commission determines that such Certification is no longer warranted. The Commission may, on its 
own motion, require a certified VRS or IP Relay provider to submit documentation demonstrating ongoing 
compliance with the Commission's minimum standards if, for example, the Commission receives evidence 
that a certified VRS or IP Relay provider may not be in compliance with the minimum standards. 

, 

(f)  Notification of substantive change. (I) States must notify the Commission of substantive changes in their 
TRS programs within 60 days of when they occur, and must certify that the state TRS program continues to 
meet federal minimum standards after implementing the substantive change. 

(2) VRS and IP Relay providers certified under this section must notify the Commission of substantive 
changes in their TRS programs, services, and features within 60 days of when such changes occur, and 
must certify that the interstate TRS provider continues to meet federal minimum standards after 
implementing the substantive change. 

(9) VRS and 1P Relay providers certified under this section shall file with the Commission, on an annual 
basis, a report providing evidence that they are in compliance with 564.604. 
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